TEXANS  FACE  OFF  In  Motion  GLOBAL  SUPPLY  CHAINS 
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reach  potential  buyers  with  the  „  1  1  , 

SStsss  Common  Ground  Sought  on 
Sr-asKa  IT  Security  Requirements 


ioft  ads  several  times  each  day  Private  sector  urges  government  to  expand 
criteria  to  cover  needs  of  large  enterprises 


Wire  ess  Ads  Show  Promise  in  Colorado  Trial  Run 


It 


(HjgiM  Amdahl  Expands  Sggg-S 
Hew vns Runs wu  Tiered  Pricing  Model 

A  MW  Troian  hone  galoped  in  Iasi  selling  its  software,  said  Davit 

Firm  says  move  will  make  it  cheaper  ment,  Amdahl  has  added  two  consultancy  in  Moun 

.  for  users  to  upgrade  mainframes  |  ““mf^^eofan,  licens 


Hacker  Breaks  Into 
Online  Book  Site 


age  of  45  MSUs  or  less  -  those 
at  the  base  and  Level  A  tiers  — 

duced  by  as  much  as  21%. 

MSUs  will  see  an  average  re¬ 
duction  of  25%. 

Pricing  Structure 

Amdahl’s  new  pricing  struc-  j 
turv  for  its  TDMF  software  is 
identical  to  IBKTs,  with  price  J 

across  the  two  lowest  levels 

3496  for  highest  level  users. 

ones  made  recently  by  other 

to  spur  top-end  sales,  said 
Mike  Kahn,  an  analyst  at  The 
Clipper  Group  in  Wellesley. 

Laval  A:  4-46  MSUs 

Level  B:  46-Y75MSUs 

Level  C:  t76-315MSUs 

Level  D:  Above  315  MSUs  1 

Former  3Com  Enterprise  Users  Move  On 


CyberCash  F9es  for 
Bankruptcy  Protection 

But  some  still  puzzled 
by  vendor’s  exit  from 
enterprise  networking 

understandable,  said  Michael 
Speyer,  an  analyst  at  The  Yan¬ 
kee  Group  in  Boston. 

cago,  3Com  had  promised  re- 

an  agreement  with 
Calif.-based  Ex* 

software  that  can  keep  pace.  Applications  built  with  Brokat  Advisor™  (from  Blaze) 
can  be  modified  by  anyone- no  programming  skills  required.  Which  makes  your 
organization  more  responsive  to  changing  market  conditions  and  consumer  demands. 
And  since  Advisor-based  applications  require  less  intervention  from  technical 
personnel,  they're  more  cost-effective  to  create  and  maintain.  To  learn  more  about 
our  revolutionary  rules  mahagement  software,  request  our  free  white  paper. 
Just  call  1-800-876-4915  or  download  it  from  the  Web  at  www.brokat.com/rules. 

^  BrokatTechnologies 

^  Unleashing  User-Powered  Business  - 
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Begins  90-day  public  comment  period; 
industry  warns  of  possible  legal  challenges 


BME-Com  Servers 
VtoeraMe  to  Hacks 


Start-up  Cbims  Legal  Cel  Cal  Blocker 
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Canada  Considers  Legalizing 
SSt&g*  Cell  Phone  Jamming  Systems 
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another  millisecond,  another  dollar. 
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ACT! 


New  MCservr  2000  Offers  Serverless  Backup  And  Re 

It  couldn't  have  come  at  a  better  time.  With 
eBusiness  storage  needs  typically  doubling  every 
18  months,  and  the  growing  demand  for  100% 
uptime  and  availability  of  servers,  IT  administrators 
are  facing  ever-greater  challenges. 

New  ARCserve®  2000  is  the  answer.  SAN  environ¬ 
ments  are  becoming  increasingly  popular  as  busi¬ 
nesses  recognize  the  importance  of  a  separate 


Computer  Associates™ 


store  Plus  Hundreds  Of  Other  Enhancements. 


backup  and  restore,  ARCserve  2000  represents 
a  major  breakthrough  in  data  storage.  With  SAN, 
there  are  several  new  industry-leading  capabilities 
like  shared  tape  libraries  and  high-speed  data 
transfer. 

ARCserve  2000  leverages  industry  standards 
for  assured  compatibility  with  incredibly  easy  imple¬ 
mentation.  It  otters  the  first  scalable,  proven  enter¬ 
prise-class  data  protection  that's  really  easy  to  use. 


The  new  Web-based  GUI  delivers  the  power 
to  manage  far-flung  data  backup  and  recovery 
operations  from  a  single  location.  And  disaster 
recovery  can  be  as  simple  as  a  single  step. 

High  performance,  industry  standards,  easy  to 
use,  and  unprecedented  value.  Just  a  couple  of 
reasons  why  new  ARCserve  2000  is  the  best 
storage  solution  for  the  eBusiness  revolution. 


New  MCsem 2000 
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Experts,  Users  Strategize  on 

Security  at  Crime  Summit  SSL. 


Strong  policies,  preservation  of  evidence  I  consider  issuing  person 

seen  as  key  weapons  in  security  war 


mm 


The  system  goes  "boom,"  and  Bert  reverts 
to  the  stress  management  techniques  of  his  youth. 


Bert  wouldn't  be  playing  hide  and  seek  if  he  had  planned  for  the 
management  and  monitoring  of  his  site.  He  should've  called  Nuclio. 

Since  1995,  we've  successfully  managed  complex  heterogeneous 
systems  and  mission-critical  applications  for  some  of  the  world's  lead¬ 
ing  companies. 

Why  have  we  been  successful?  Because  we  take  the  time  to  understand 
our  customer's  business.  We  develop  custom  deployment  and  manage¬ 
ment  plans  built  to  their  unique  requirements  before  production  begins. 
Nuclio  also  manages  and  monitors  the  health  of  the  customer's  appli¬ 
cation  solution  day  and  night  through  Fusion,”  our  proprietary  automated 
monitoring  system.  And  we've  gathered  the  best  application  and  infra¬ 
structure  professionals  in  the  business. 

In  short,  Nuclio's  clients  are  always  ready.  Are  you? 

If  you  are  planning  an  e-initiative,  or  don't  want  to  hide  from  your  current 
IT  environment,  then  please  give  us  a  call  at  877.665.0597  or  find  out 
more  at  www3.nuclio.com. 

nuclio 


How  do  you  tame  an  800  lb.  gorilla? 


Get  Maryville  Technologies.  If  your  application  or  technology 

infrastructure  feels  like  an  unmanageable  beast,  let  Maryville  Technologies  help  you  take  control.  We  arc 
trusted  by  our  clients  and  technology  partners  to  architect  and  deliver  solutions  that  meet  complex  enterprise 
needs.  For  reliability,  scalability  and  performance. ..get  Maryville  Technologies,  www.maryville.com 


TVriaryville 

Enabling  Enterprise  Performance 
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J  AT&T’s  Earley  Bullish  on 


BMtoStartBMech 
Donating  Group 


IP-Based  Network  Services 


Executive:  Company  plans  to  provide  more  of  appiicai 
data  centers,  improved  network  services 


If  h 


Add  brainpow  er  &  profit  to  your 


business 


The  Expo  Hall: 

Admission  to  iEB  New  Yolk's  Expo  Hal  is  FREE  to  ell  pre-registrants.  There  youH  be  able  to: 

•  Meet  500+  leading  technology  companies.  •  Attend  more  than  25  Industry  Solution 

■  Test  and  compare  thousands  of  new  products.  •  Explore  the  many  other  show-floor  t 

•Source  out  new  vendors  or  mingle  with  existing  ones.  including: 

•  Network  with  peers  and  experts  Real  Wor1d  Solution  Demonstrations 

oM1,j  „  J  .*.,w  Jib-—  Gartner’s  "Educational  Extra"  Theatre  Presentations 

Burld  partnerships  and  strategic  alliances  Cartne*  Peer  Network  Exchanges 

Visionary  Keynotes: 


Save  up  to  S295 


Gartner 


Imagine  a  field  of  delighted  customers 

Okay,  now  let’s 


mmm 


To  be  a  contender  in  the  new  Customer  Economy,  you 

need  to  put  the  customer  at  the  center  of  your  business. 
Avaya’s  networks  and  applications  do  just  that. 

Our  Enterprise  Class  IP  Solutions  (ECLIPS)  is  a  family 
of  IP  telephony  and  multiservice  network  solutions  and 
services  that  supports  our  new  generation  of  applications 
while  giving  you  a  no-compromise  approach  to  convergence. 
So  voice,  video  and  data  collaborate  to  deliver  a  richer 
customer  experience.  With  no  compromise  to  the  quality, 
the  reliability  or  the  feature-functionality  you've  come  to 
demand  from  your  networks. 

Our  solutions  are  interoperable  with  your  existing 
infrastructure,  making  it  easier  to  build,  expand, 
manage  and  monitor  enterprise  networks.  Our  IP  telephony 
solutions  deliver  outstanding  voice  Quality  and  our  Cajun™ 
family  of  gigabit  Ethernet  switches  are  voice  ready  today. 

Power  your  network  with  Avaya,  and  your  customers 
become  the  real  focus  of  your  business.  And  they'll  know  it. 
Call  866-GO-AVAYA  today  or  visit  avaya.com/eclips. 


Communication  without  boundaries 


as  far  as  the  eye  can  see. 
talk  about  your  network. 
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NEWSOPINION 


MARYFRAN  JOHNSON 

Bottom-Line  Thinking 

Timing  may  BE  everything,  but  times  are  getting 

tougher.  Last  week  on  our  front  page,  we  reported  that 
Walmart.com  was  pulling  its  online  staff  back  into  the 
profitable,  sheltering  arms  of  the  mother  corporation. 
Then  in  our  business  section  we  wrote  about  IT  execs 


PIMM  FOX 

Boeing  Shows 
How  XML  Can 
Help  Business 

SEVERAL  YEARS  AGO,  Philip  ( 
chairman  and  CEO  of  Boeing 
how  much  business  the  comp 
did  with  major  suppliers. 
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Special  Advertising  Section 


Product  Quicktake 

Spotlight  on  Verity  for  building  e  Business  Portals 


ebiz© 


Verity  Inc. 

at  a  glance 

Product:  Verity®  K2  Catalog 

Product  typo:  e-Business  Infrastructure 

Software 

Address:  894  Ross  Drive 

Sunnyvale.  Calif.  94089 
Pkons:  (408)  541-1500 
Far  (408)  541-4596 
Wsfe  Site:  www.verfty.cnn 


OwmnMp:  NASDAQ:  VRTY 


lOOmillion 

users  accessed  portals  powered  by  Verity. 

Managing  your  information  is  critical 
to  your  business  success.  After  spending 
millions  to  bring  users  to  your  portal, 
are  you  fully  maximizing  your  returns? 

Verity,  a  recognized  industry  leader,  powers 
business  portals  that  deliver  information 
when  and  where  it's  needed. 

Top  business  leaders  already  use  Verity 
software.Turn  to  the  leader  for  scalable, 
robust  and  flexible  portal  solutions. 


Powering  Business  Portals 
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CAN  GET  WITHOUT  BREAKING  SOME  LAW  OF  NATURE. 

Of  course,  a  server  OS  alone  doesn't  get  you  five  nines,  which  is  why  we’ve  teamed  up  with  industry¬ 
leading  system  providers  to  ensure  that  the  right  combinations  of  people,  process  and  technology  are 
utilized.  Today  Starbucks,  FreeMarkets  and  MortgageRamp,  an  affiliate  of  GMAC  Commercial  Mortgage, 
are  using  Windows  2000  Server-based  systems  designed  to  deliver  99.999%  service  availability. 


Obviously,  not  all  installations  are  required  to  perform  at  this  level,  but  one  thing  is  for  sure:  The  Windows 


2000  Server  family  is  the  most  reliable 


:  of  server  operating  systems  Microsoft  has  ever  produced. 


THESE  INDUSTRY  LEADERS  ARE  READY  TO  HELP  YOU  ACHIEVE  FIVE  NINES. 


WINDOWS*  2000  ADVANCED  SERVER.  BUILT  FOR  E-COMMERCE 
BUSINESS  APPLICATIONS.  This  is  the  next  version  of  Windows  NT*  Server,  I 
It's  the  OS  for  e-commerce  and  LOB  aDDlications  like  messaging,  databases  and  cusi 


THE  WINDOWS  2000  SERVER  FAMILY 

GIVES  YOU  THE  FLEXIBILITY  TO  WORK  WITH  INDUSTRY-LEADING 
HARDWARE,  SOFTWARE  AND  CONSULTING  PARTNERS. 
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mlcrosoftcom/windows2000/ servers 


Software  for  the  Agile  Business. 


CUSTOMER-FOCUSED 

CULTURE  CLASH 

so  you've  got  your  customer  relationship  management 
(CRM)  system  in  place  and  you’re  ready  to  roll,  right? 

Wrong.  Between  55%  and  75%  of  CRM  projects  fail 
because  salespeople  don’t  use  the  systems.  In  order  for 
CRM  systems  to  succeed,  companies  need  to 
remember  that  they’re  only  tools.  And  if  you 
don’t  teach  employees  how  to  use  CRM  sys¬ 
tems  or  explain  why  they’re  being  used,  they 
won’t  get  you  very  far. 


Special  Advertising  Sectic 


Transform  Your  Business  with 
One  Vendor,  One  Platform  Today 
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Chico’s  IT  Goes  Up  in  Size 

IntanimiK  Mark  Colbert  Fnda»«5tfd«*.ltie[chW  ^ 

Company:  Chico's  FAS  Inc.  a  as  hewn,  andttwy  bring  in 

women's  apparel  retailer  with  coolers  of  beer  kx  the  entire 

250  stores  nationwide  corporate  office.* 

Location:  Fort  Myers.  Ra.  It's  in  the  CFO’s  office. 

Number  of  fT  employees:  People  hang  out  m  there  and 

29:  there  were  eight  in  1999  outside  of  it  He's  got  a  bottle 

Consultant,  Anyone? 

OME  OF  THE  BEST  COMPANIES  I  work  with  are  consult- 
L  '  ing  firms.  And  some  are  the  worst,  too.  How  does  IT  pick 

the  best? 

'N  IT  has  always  depended  on  strategic  relationships  with 
vendors  and  its  heavy  use  of  consultants  to  a  degree  that’s 

DESIGN  YOUR  OWN 
SYSTEM.  DESIGN 
YOUR  OWN  PRICE. 
GO  TO  DELL.COM 


cP  Being  the  best  in  your  business,  you’ve  already 


information  systems.  So  Fujitsu  Technology  Solutioi 
has  designed  robust  open  systems  solutions  that  you  ca 


that  comes  from  a  low  total  cost  of  ownership.  Our  data 
center  perspective  shows  in  the  quality  of  our  products 
and  solutions.  With  innovative  architecture,  hot-swap 
components,  and  built-in  SANs,  you’ll  feel  totally  at 
ease.  Our  powerful  servers  and  storage  systems  are 
the  engine  that  can  power  today's  e-business  boom. 
Count  on  it.  Enjoy  the  advantages.  And  learn  to  trust. 


fuJttsu 
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www.computerworld.com 


O  WOE 


How  to  help  your  company  break 
through  the  cultural  barriers  that 
impede  customer-focused  projects 
Bv  Sharon  McDonnell 


BUSINESS 
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BUSINESSQUICKSTUDY 


Intellectual  Capital 


DEFINITION 

Intellectual  capital  refers  to  a  company’s  intangi¬ 
ble  assets  that  can't  be  measured  the  same  way 
physical  assets  such  as  real  estate,  cash  flow 
and  equipment  are  calculated.  The  knowledge 
a  company’s  employees  have  about  its  products 
and  services  —  as  well  as  the  company’s  orga¬ 
nizational  systems  and  intellectual  property  — 
make  up  its  intellectual  capital. 
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JOE  AUER/DRIVING  THE  DEAL 


Make  Sure  Consultants 
Will  Keep  Your  Secrets 


they  will  probably  1 


2Roam  Wins  New 
Wireless  Customers 


Study  Reports  Shift 
In  Priorities  for  CIOs 


Ergonomics  B! 


CRM  at  the  Speed  of  Light 

Capturing  and  Keeping  Customers  in  Internet  Real  Time 


riff 


SO  RELIABLE, 
IT’S  THE 
LEADING 
DATABASE 
IN  HEALTHCARE 


With  its  lightning  speed  and  massive  scalability, 
the  performance  of  Cache  makes  it  a  perfect 
match  for  any  enterprise,  in  any  industry,  with  a 
requirement  for  fast  transaction-processing 
applications  capable  of  scaling  to  tens  of 


b  application  development  environment. 
Cache  is  backed  by  24x7  support  from 
InterSystems  -  a  leader  in  high  performance 
databases  for  23  years,  with  4,000,000  users 


£  CACHE 


Download  ( 
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TECHNOLOGY 


CONTROLLING 

CHANGE  ON  THE  WEB 

THE  MORE  IMPORTANT  your  web  site,  the  more  reliable  it  needs 
to  be,  with  the  kind  of  rock-solid  stability  once  associated 
only  with  mainframes  in  a  data  center.  Keeping  outages 
to  a  minimum  requires  managers  to  create 
standard  change-management  policies,  au¬ 
tomate  changes  as  much  as  possible  and 
outsource  them  if  they  must. 


Complimentary  Companion  Pass 
for  Computerworld  Readers! 


Chicago 

April  16-18.  2001 


uui  Receive  a  FREE  Companion 
Use  Priority  Code  FBI 4  wh 
www.brainstorm-group.co 
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TECMIOUKiYFUTURE  WATCH 


Custom  Cars 
Bar  Every 
Driver 

New  technologies  could  make  vehicles  more 
personalized  and  secure  and  provide  a  world 
of  information  to  drivers.  By  Allison  Wright 


STORAGE 

NETWORKING 

WO  RLD 

y>  ' 

April  9-11,  2001 

Marriott  Desert  Springs  Resort  &  Spa  •  Palm  De‘ 


Storage  Networking  World®  -  User  Strategies  and  Solutions 

STORAGE  .  Storage  Networking  World®,  an  alliance  between  the  SNIA  and 

NETWORKING  Computerworld,  promotes  access  to  the  latest  information  on  storage  avUBMU 

WORLD  solutions  for  users,  implemented  and  vendors.  < 

•  A  conference  program  featuring  industry  leaders,  exciting  panels,  V.  V  - 

informative  sessions,  analyst  updates,  tutorials,  and  a  multi-company  s  N ,  A 
Interoperability  Lab. 

•  Package  includes  an  Expo  (solution  showcase),  meals,  receptions,  and 
a  complimentary  (for  users  and  implemented)  golf  outing. 

•  Register  now  for  early-registration  discount 


For  more  information  about  Storage  Networking  World®  or  to  register,  visit 

www.computerworld.com/snw 

or  call  1-800-883-9090 
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The  demand  for  digital  content  is  exploding! 

How  can  you  take  advantage  of  this  storage  opportunity? 
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TECHNOLOGY 


Digital  Signal  Processor 


El 


A  digital  signal  processor  (DSP)  is  a  special-purpose  pro¬ 
grammable  microprocessor  designed  to  manipulate  in 
’  time  a  communications  stream  of  large  amounts 
of  digital  data  in  order  to  improve  its  quality  or  modify 
n  specific  ways.  DSPs  are  widely  used  for  process¬ 
ing  audio,  video  and  graphics  streams. 


sitive  applications.  The  combi- 


TECHHOIDCTQUICKSTUDY  — 

HOT  TRENDS  &  TECHNOLOGIES  IN  BRIEF 

Digital  Signal  Processor 


DEFINITION 

A  digital  signal  processor  (DSP)  is  a  special-purpose  pro¬ 
grammable  microprocessor  designed  to  manipulate  in 
real  time  a  communications  stream  of  large  amounts 
of  digital  data  in  order  to  improve  its  quality  or  modify 
it  in  specific  ways.  DSPs  are  widely  used  for  process¬ 
ing  audio,  video  and  graphics  streams. 


TECHNOLOGYEMERGING  COMPANIES 
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Getting  a  Grip  on 
User  Access  Issues 


!  /!/'/.  f'-Otir-Cf.  CO a/ *Ar.pfoy/ir.*r-f 

P  ease  refer  ro  ob  code  004544  os  your  resume. 

^  £r£J&/V£Z 
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Europe’s  Privacy  Laws  May 
Become  Global  Standard 


nr 


THE  BACK  PAGE 


FRANK  HAYES/FRANKLY  SPEAKING 

A  Fine  DNS.mess 

WHEN  I  FIRST  WENT  TO  START-UP  New.net  Inc.’s 
Web  site  last  week,  my  browser  almost  immedi¬ 
ately  got  an  error  message:  “The  host  name 
test.client.new.inc  could  not  be  resolved.”  Of 
course  it  couldn’t.  The  .inc  top-level  domain 
(TLD)  is  one  that  New.net  just  made  up  —  along  with  .chat,  .gmbh, 
.ltd,  .sport,  .club,  .hola,  .med,  .tech,  .family,  .mp3,  .travel,  .free,  .kids, 
.shop,  .video,  .game,  .law,  .soc  and  .xxx,  all  of  which  New.net  will  be 
using  to  sell  domain  names  for  $25  each  per  year. 

Do  we  really  need  20  just-made-up  TLDs?  Naaah.  Certainly  not  in 
corporate  IT  shops. 

|  business  plan,  we  can  expect  plenty  “ 

appointed  TLD-makers  selling  the  s 

•is  (ICANN)  re-  '  L  - 

:w  batch  of  official  domain 
e  all  a  bunch  ofPyg* 

>m  and  .org  are  giants. 

For  us,  those  are  the  only  TLDs  worth  having. 

And  New.net's  20  TLDs  aren’t  even  part  of 
that  official  batch  of  newbies  (see 
related  story.  Page  One).  The 


l  AFTER  INSTALLIN'}  a  new  a  few  days,  fish  call: 


Sounding  less  silly  by  the  minute,  isn't  it? 
Especially  when  this  messy  “fix"  for  a  nonprob¬ 
lem  comes  while  we  have  real  domain  name 


the  FI  fiey  lot  help  if  she  has  a  Ihe  tech. -Oh.  yes."  she 

erahtem.  Half  an  hour  later,  dls-  He  caled  and  ashed  il 
grurlled  user  cals:  Tm  been  netwasworlung  ltoldl 
htmngthe  FI  hey  (oral  least  IS  and  he  said.  Thanh  you.' ant 


lem.  tech  support  DiM  fish  fitsl  the  side.  "Oh.  I  spied  my  coffee 
eshs. ‘Are  you  using  a  Sun  com-  al  over  it  this  momma'  user 

puterT  Answers  user  Ho.  it's  says  Ho  you  It**  that  had  any 
o*er  in  Ihe  comer,  m  the  shads'  thing  to  do  wflhihe  problem?- 


TECHNOLOGY  AND  THE  BOTTOM  LINE 


COMPUTERWORLD 


How  Not  to  Co 
Into  E-Business  ; 

40 

0. 


SPEED... 

DARING... 

METRICS? 

Racing  along  in  the  fast  lane  of  e-business,  few  are  willing  to 
talk  about  what’s  really  important:  Measuring  value,  p  iS 

60 
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One  day  you  wake  up  and  realize  l/iat  your  e-commerce  site  is.  well,  all  your  commerce. 

Have  you  heard  of  Kinlana ? 


can  speed  up 


Call  1  888  258-0588 


v.  att.com/business/vpn 


5  Taking  Stock 


Contributors 


bottom  line 

38  Tip  Sheet 


peer  review 

14  Golden  Rules 


40  Leadership 


16  The  X  Economy 


42  Take-Aways 


Computcrworltl  ROl  Web  site. 
And  read  a  final  thought  Iron 


TIPS,  TACTICS  AND  TIMELY  INFO  ABOUT  TECHNOLOGY  PAYBACK 


exec  priority 

Think  Global, 
Act  Global 


lorrv  in  Now  York.  “Boards  recognize  that  the 
consequently,  are  elevating  it  to  a  much  high- 
The  1 ,000  respondents  said  boards  are  adding 


talking  head 

“It’s  harder  than  you  might  think  to  squander 
millions  of  dollars,  but  a  flawed 
software  development  process  is  a  tool 


Online 

Blunders 


lOmrr. 


well-suited  to  the  job." 

—  Alan  Cooper,  The  Inmates  Are  Running  the  Asylum 


zero  cost  savings 
Question:  How  have  your 
online  purchasing  activities 
affected  the  total  cost  of  owner¬ 
ship  of  your  product  or  services? 
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business  pioneers 

E-Procurement: 
OK  to  Be  No.  2 


pop  goes  the  market 

B2B:  From  Billions  to  Trillions 


IT  followers  are  racing  to  be  the  first  to  imple¬ 
ment  e-procurement  systems.  But  then  the  pio¬ 
neering  projects  get  bogged  down  in  technical 
and  political  issues.  What's  wrong  here? 

The  problem  is  that  "there  is  no  first-mover 
advantage  in  e-procurement,”  as  the  title  of  a 
Gartner  bulletin  puts  it  Being  a  pioneer  in  this 

of  control,  the  software  vendors  are  immature, 

and  very  few  consultants  have  much  experience 
with  it  Plus,  "early  adopters  of  e-procurement 

Worst  of  all,  early  e-procurement  imple¬ 
mented  face  high  prices  for  software  and  trans- 

have  many  more  attractive  offers  available."  The 
bottom  line:  “Those  who  expect  a  rapid  return 
on  investment  are  in  for  a  big  disappointment," 
Gartner  reports.  So  scale  down  those  expecta¬ 
tions  of  "miraculous  transformation"  and  start 
with  a  modest  project  focused  on  improving 


"I  don't  know" 

is  probably  not  the  answer  you  were  looking  for. 


CO 

LU 

_J 

oc 

Annual  IT  Budget?  Kill  It 

z 

LU 

o 

ware  society.  The  lifeblood  of  our  good  t.mes,  ..fairs, 

Charlie  Feld,  the  former  CIO  at  Delta  Air  Lines,  main- 

o 

CD 

is  money.  Ami  the  IT  spigot  is  wide  opt  o  ^  ^ 

.004.  the  average  Fortune  500  lirm  will  have  to  spent 

I  strongly  believe  that  IT  clone  right  creates  shareholde 
value.  But  I  have  to  step  hack  from  the  technology-  tribe  an 

_ ^ 

big,  too  slow,  too  expensive  and  add  too  little  value. 

in  how  to  make  good  IT  investment  decisions?"  In  1 7  years 

I 

cycles.  In  this  fast-changing  sector,  rigid  adherence  to  such 
cy  cles  borders  on  malfeasance.  Boh  Kaplan,  a  CPA  and  Har- 

[  '  "" _ 

yard  Business  School  professor,  says  annual  budget  cycles 
measure  the  wrong  things.  Jeff  Williams,  a  professor  at 
Carnegie  Mellon  University  and  author  of  Renewable  Advan- 

: 

more  akin  to  bond  trading,  where  CIOs  enter  and  exit 

S  comrut 

ILLUSTRATION:  SCOTT  HENCHIN 

[TOOTHLESS] 


Don't  wait  for  the  tooth  fairy 
to  come  to  your  rescue. 


Semio  empowers  business  and  web  portals  with  patented  information  categorization  solutions. 
Increase  the  value  of  your  information  by  automatically  organizing  online  content  so  users  can  easily 
navigate,  retrieve,  and  analyze  the  information  they  need. 


MEASURING 


CIOs  need  reliable  yardsticks  to  get 
bottom-line  results  online.  Here  are 
proven  ways  of  estimating  your  ROI 


YOUR 


PROFITABILITY 


What  comes  to  mind  when  you  hear  the  word  e-business ?  Speed?  Intu¬ 
ition?  Daring?  Seat-of-the-pants?  1  How  about  metrics?  Bottom  line? 
ROI?  Value?  t  For  all  the  attention  that’s  been  paid  to  the  first  set  of 
words,  you  don’t  hear  much  about  the  second.  In  fact,  few  Fortune 
500  retailers  and  manufacturers  that  are  steeped  in  the  thrill  of  the 
Internet  are  willing  to  talk  about  measuring  the  real  value  of  their 
e-business  ventures. 


:0VER  STORY 


adic 


COVER 


THE  BALANCED  E-SCORECARD 

Measuring  everything  from  customer  loyalty  to  infrastructure 


E  centric  Six  Sigma  quality  program  at  AlliedSignal  Inc.  Now,  as  director  of  global 
e-business  at  Raytheon  Co.,  he's  managing  the  performance  of  all  the  company's 


The 


,  but  e-business  metrics 


have  to  track  user  behavior, 


and 

to  have  a  really  clean  shopping  experi- 


Farhat  makes  a  distinction  between  meas 

quences  of  things  you  do;  you  look  at  them 


from  traditional  IT  metrics. 

ing  with  users?  Those  answers  indicate 
how  you’re  doing. 

tinually  keep  your  eye  on  the  indicators 
and  intervene  when  they  don’t  look  favor- 

find  out  why.  “Then  you  can  fix  whatever 


are  returning,  designing  their 
own  Web  pages  to  interact  better 
with  GE,  asking  for  more  applica- 

These  basic  metrics  are  essentially  the 
same  for  any  GE  business,  Farhat  says,  and 
e-business  projects  have  to  prove  their 
value  like  all  the  rest.  “They  just  compete 
for  resources  like  any  other  project."  he 
explains,  “because  if  it’s  not  going  to 
empower  the  business  strategically  and 
tactically,  they  shouldn't  be  doing  it.”  ROI 


As  CIOs  bite  off  more  revenue  responsibilities,  CEOs  are  less 
interested  in  their  technical  chops  BY  STEVE  ULFELDER 


TOP  DOGS 


OF  HIGH  TECH? 

chief,  and  he  says,  without  hesitation,  “Two  letters:  NT.” 

That  particular  phobia  is  hardly  unique,  but  Kaplan’s  fear  packs  a  little  extra  punch:  Hav¬ 
ing  spent  17  years  as  a  copywriter  and  then  creative  director  at  Turkel  Schwartz  &  Partners, 
Kaplan  —  spurred  by  a  fascination  with  the  Internet’s  possibilities  —  recently  hauled  off  and 
volunteered  to  become  the  Miami  advertising  agency’s  head  IT  honcho.  (Kaplan’s  title  is  chief 
knowledge  officer,  and  he  jokingly  says  he’s  mulling'a  title  change  to  chief  alchemist.  But  make 
no  mistake:  He  functions  as  a  CIO.) 


ILLUSTRATIONS  BY  NICK  DEWAR 


[CAREERS 


YJ  I  jjn  II  O  I  ILL'  with  the  bang  for  their  IT 
investment  buck,  some  CEOs  are  giving  CIOs  with  different  strengths  a  try. 


underlying  business  needs,  you  may  go  off  and  code  or  buy  a  pack¬ 
aged  application”  that  addresses  the  reported  symptoms  but  fails 
to  solve  the  larger  business  problem. 

ing  department  pleads  for  more  clickstream  data,  what  they  real¬ 
ly  want  is  more  information  on  customers  and  prospects  —  and 
finding  this  information  may  have  little  to  do  with  the  click- 
stream)  and  even  help  answer  questions  the  rest  of  the  board 


According  to  Chet  Bloom,  an  account  manager  at  NewYork- 

ability  to  negotiate,  communicate  and  delegate.  “JTechiesl  are 
intellectually  far  superior,”  Bloom  says.  “But  you  get  them  on  the 

It’s  clear  that  over  the  past  five  years,  the  IT  department  in 
general  and  the  CIO  in  particular  have  made  great  inroads  in  the 
corporate  mind-share  department.  It  wasn’t  so  long  ago  that 
many  business  executives  questioned  the  wry  need  for  a  CIO  — 

needed  reports,  the  grumble  went,  what  was  the  big  deal?  Why 


But  then  came  electronic  data  interchange  (EDI),  which 
boosted  the  value  and  prestige  of  information  —  even  to  those 
who  had  remained  blissfully  unaware  of  the  shifts  brought  about 
by  client/server  computing.  Hot  on  the  heels  of  EDI  was  the 
World  Wide  Web,  which  demanded  an  online  presence  of  at  least 
some  sort. The  floodgates  were  opened,  and  a  tumble  of  IT-relat- 

online  exchanges  that  offer  opportunities  to  reduce  supply-chain 
costs,  a  drive  by  many  businesses  to  run  the  entire  enterprise  off 
a  single  database  —  made  it  clear  that  having  a  board -level  exec¬ 
utive  in  charge  of  technology  was  mandatory. 

For  obvious  reasons,  the  overwhelming  majority  of  CIOs 
have  risen  through  the  IT  ranks.  One  of  the  most  important 


chores  of  CIOs  in  their  brief  history  thus  far  has  been  under¬ 
standing  and  explaining  technology  to  other  executives,  especially 

But  that’s  changing.  “How  does  it  work?" is  an  obsolete  ques¬ 
tion.  Now  and  in  the  future,  “Can  it  get  us  where  we  need  to  be?” 
is  much  more  important.  And  this  is  where  many  CIOs  fall  down. 

“A  lot  of  CEOs  over  the  past  1 5  years  have  been  frustrated 
bv  what  they’re  getting  out  of  IT,"  says  Dave  Caruso,  an  analyst 
at  Boston-based  AMR  Research  Inc.  “They  understand  the  value 
of  technology.  They’ve  spent  tens  of  millions,  or  even  hundreds 
of  millions,  on  IT.”  And  they’re  not  satisfied  with  where  the 
investment  has  gotten  them.  Why?  The  classic  IT  guvs,  Caruso 
says,  “focus  on  the  technology  and  .  .  .  have  difficulty  translating 
the  investment  into  language  execs  can  understand.” 

CIO  Kaplan  calls  this  “the  accidental  arrogance  of  the  |IT| 
practitioners  —  they  know  how  the  stuff  works  but  don’t  have 
a  clue  how  someone’s  going  to  use  it." 


FIRST  ACT 

office  is  in  its  early  stages.  EMaven  works  with  dozens  of  For¬ 
tune  500  companies  in  different  industries,  and  Rossetti  says  die 
can’t  think  of  a  single  non-IT  CIO.  Caruso  agrees  that  at  this 

stamped  with  the  actual  CIO  title.  Tim  Peacock,  vice  president 
of  dev  elopment  at  Woburn,  Mass. -based  Intranets.com,  a  serv¬ 
ices  firm  for  small  businesses,  has  an  extensive  technology  back¬ 
ground  and  says  that  as  far  as  he  know  s,  almost  all  his  peers  do, 
too.  “I  haven’t  bumped  into  a  CIO  without  an  IT  background,” 

Early  though  it  may  be,  Caruso  insists,  “Non-IT  execs  get¬ 
ting  into  IT  management  is  a  definite  trend."  He  adds  that  the  need 
to  do  business  online  is  a  major  driver.  “AMR  estimates  that  over 
50%  of  the  Fortune  500  have  e-business  VPs  who  get  pulled 
right  out  of  [a  line  of  business],”  he  says,  adding  that  it’s  only  a 
matter  of  time  before  more  “e-business  execs  get  pulled  from  the 

Carlyle  Consulting’s  Bloom  says  the  top  CIO  candidate  for 
a  “major  client”  (which  be  declines  to  name)  is  a  business  analyst. 


CAREERS 


NON-IT  CIOS, 

likely  to  be  bamboozled  by  vendors’  and  systems 


experts  worry,  are  more 
integrators'  sales  pitches. 


in  team  meetings  —  which  is  exactly  why  Millan  is  a  chief 
technology  officer. 

Creating  a  technology  landscape  that  can  serve  customers 
in  a  360-degree  manner  is  an  example  of  w  hat  CEOs  seek  from 
today’s  CIOs.  With  his  marketing  background,  Millan  says,  he’s 
“really  in  business  to  serve  other  people.That’s  fundamental  for 

Musser  has  a  well-informed  perspective  on  the  challenge  for 
New  Age  CIOs;  she  boasts  extensive  experience  in  both  IT  and 
business.  And  in  addition  to  her  CIO  title,  she  is  the  division’s 
process  information  officer  of  supply  chain.  “CIOs  have  always 
needed  a  good  sense  of  business,"  she  says.  “After  1 0  years  [work¬ 
ing  at  Texas  Instruments  Inc.),  I  went  back  and  got  an  MBA 
because  sometimes  [without  business  experience!,  I  couldn’t  ask, 

develop  tunnel  vision:  “You’re  doing  what  you’re  told.  You  can 
get  enamored  w  ith  the  technology.” 

crossover  CIO.  As  top  technology  executive  at  Lexmark  Inter¬ 
national  Inc.,  a  Lexington,  Ky. -based  printer  manufacturer, 
McNamee  has  a  straightforward  IT  background  but  has  thrived 
as  a  business-focused  CIO.  Why?  “I  found  out  the  hard  way,” 
McNamee  says.  “I  w  atched  my  bosses  throughout  my  career. The 
ones  who  succeeded  were  seen  [by  other  executives]  as  busi¬ 
nesspeople.  The  ones  who  failed  were  considered  the  techies 
behind  the  black  box.” 

These  observations  taught  McNamee  what  he  calls  a  “sim¬ 
ple  formula:You  find  out  w  hat  are  the  business  priorities  and  those 
metrics  that  the  business  values,  then  focus  your  IT  priorities  on 
that.  Establish  a  dialogue  with  the  major  business  players  in  the 
company;  get  them  to  see  IT  as  a  partner.” And  when  talking  with 
fellow  executives,  he  says,  “my  conversation  is  rarely  sprinkled 
with  techie  stuff.  I  never  talk  MIPS  and  clock  times  —  you  talk 
about  how  to  add  value  to  the  business." 

THE  BIG  DRAWBACK 


standing  of  what  people  [in  his  department)  are  doing,  and  in  IT, 
the  ante  [for  developing  that  understanding]  is  pretty  high." 

Musser,  McNamee,  Peacock  and  other  business-savvy  CIOs 
w  ith  traditional  technology  backgrounds  have  a  secret  weapon: 
After  communicating  with  fellow  executives  on  a  business  level, 
they  can  fall  back  on  their  deep  IT  know  ledge  w  hen  it’s  time  to 
make  the  magic  happen.The  same  can’t  be  said  for  CIOs  who  are 

that  is  their  glaring  weakness.To  their  credit,  they  freely  acknowl¬ 
edge  this  and  take  step  to  make  up  for  it  —  usually  by  sur¬ 
rounding  themselves  with  IT  experts. 

“I  have  the  mountain  of  my  own  ignorance  to  scale,"Turkel 
Schwartz’s  Kaplan  says.  “I’ll  be  outengineered  all  day  long." 

Experts’  biggest  worn  about  non-IT  CIOs  is  that  they're 
more  likely  to  be  bamboozled  by  vendors’  and  sy  stems  integra¬ 
tors’  sales  pitches.  “Somebody  has  to  be  able  to  sav,  ‘No,  we  can’t 
do  that,'  even  though  a  vendor  just  described  the  [allegedly!  per 
feet  solution  ”  Rossetti  says. 

McNamee  agrees,  saying  vendors  “will  come  to  you  with 
the  great  solution  in  the  sky,  which  w  ill  solve  everything  includ¬ 
ing  toothaches.  If  you  don’t  have  your  [service-level  agreements) 
and  metrics  in  place,  you  w  ill  get  burned  ."  But  the  same  issues 


CIOs  w  ho  lack  a  technical  background  must  take  extra  pains 
to  have  lieutenants  they  can  lean  on.  “I  have  about  three  people 
who  translate  for  me,"  says  WorldAG.net  s  Millan.  “I  rely  on 
members  of  my  technical  team.  They  just  plain  know  a  lot  more 
than  I  do."  Kaplan,  too,  says  he  relies  on  specialists  for  advice  and 
is  “trying  like  hell  to  hire  a  right-hand  man"  with  a  thorough  under 
standing  of  a  broad  range  of  technologies. 

Right  now,  corporations  appear  to  be  w  illing  to  overlook  a 
lack  of  technology  know  -how  as  they  seek  to  weave  IT  doser  to 
the  fabric  of  the  business.  IT  professionals  with  an  eye  on  the 
CIO’s  office  might  think  hard  about  going  after  an  MBA  or  some 
serious  business  experience;  multitalented  executives  will  soon 


CAREERS 


BEST  PRACTICES 


More  than  half  of  all  sales  force  automation  initiatives  bomb. 
The  fault  lies  not  with  the  tools  but  with 
management’s  inability  to  tailor  them  for  this  unique  set  of  users 


BY  SEAN  T.  KELLY 


k 


ants?  Consider  these  facts:  ■  1 .  There’s  no  shortage  of  companies  that  want  to  help  you. 
industry  with  products  from  more  than  500  companies,  many  of  which  have  long  histo- 
agement  and  other  sales-oriented  tools  and  services. These  com- 

Systems,  Siebel  Systems  Inc.  and  Vantive  Corp.  «2.The  results  can  make  you  a  hero.  Suc¬ 
cessful  integration  of  sales  force  automation  technologies  has 

ly  to  (a)  fail,  (b)  lose  millions  of  your  company’s  dollars  in  the  process  and  (c)  need  a 

stand  why  it’s  so  common.  PH  OTOC  R A P H  B Y  J  A N  A  LEO  N 


AND  JOHN  A.  BARRY 


D 


Looking  Under  a  Rock  for  an  Elephant 


Despite  the  a\ailahility  of  high  qualit  \  softu are.  companies  ITG  found  that  compani 
all  too  frequently  lack  the  commitment .  organization  an<l  follow  ■  Concurrently  develop 

Erin  Kinikin,  an  analyst  at  Cambridge.  Mass. -based  Giga  turcr  that  compiled  a  co 
vendor  -  and  looking  for  another  one.  [Thisj  spending  in  For-  tec  Corpus  ACT  For  field : 

rrZCrful*°u' st,ow  Companies  blame  sales  fo 

So  what’s  wrong  sait-s  automation  tools  for  sales  performa 
force  automation  urchnoiogy?  inadequacy,  when  they  should  be 

there's Uk' rubf Companies aii  looking  elsewhere  for  the  problem 

too  often  blame  such  tools  for 

where  for  the  problem. “The  tools,  as  good  as  they  currently  are,  formancc,  sales  force  fru 

a  partner  at  the  Chicago  office  of  Arthur  Andersen  LLP’s  chan-  S  17,000  for  the  entire  I 
nel  and  customer  solutions  business.  ered  in  a  matter  of  mom 

Kinikin  agrees.  Its  increasingly  difficult  to  blame  technol-  ■  Undercommit  to  sales  i 
ogv  for  project  failure,’*  she  says.  “Companies  have  to  start  look-  Aid  fixes  that  only  furtb 


ing  environments,  that’s  not  so  easy  to  do  with  sales  force  automa- 
pre packaged  software  can’t  solve  specific  problems. That  forces 


time,  when  the  marketir 
meetings,  unfinished  pn 
results  in  difficulty  comi 

resolving  problems  with 
Although  each  com 


E-BUSINESS 


Lesson  No.  1: 

It’s  all  about  business.  Always  has 

been,  always  will  be. 

asks  about  the  stricken  ocean  liner's  likclv  fate.The  ship’s  builder 
answers  that  there  is  nothing  to  be  done:  It  will  sink.  “It  is  a  math- 

m 

to  focus  Fortune  1 ,000  executives  on  the  business  fundamentals 

required  to  succeed  in  the  Digital  Economy. 

start-up,  Shirt.com,  seeks  to  generate  S  300,000  in  sales  in  its  first 
year.  If  the  company  realized  average  transaction  value  of  $  30,  it 

Lesson  No.  2: 

It’s  also  about  relationships,  not 
transactions. 

) 


Lesson  No.  4: 

Today’s  customer  data  is  tomor¬ 
row’s  competitive  corporate  asset. 


Today,  power  availability 
means  business  availability 


'Windows  2000  ADVANTAGE 


In  1969,  ive  worked  on  a 
SECRET  GOVERNMENT  PROJECT 
that  became  the  Internet. 


TONIC 


Oracle9/  IBM  BEA 

Application  Server  Websphere _ WabLogic 


Dynamic  Page  Cache 

o 

o 

Data  Cache 

o 

o 

Enterprise  Portal 

o 

0 

Java  Server 

• 

• 

Wireless 

• 

o 

Clickstream  Analysis 

• 

• 

Enterprise  Reporting 

o 

o 

Ad-Hoc  Query  &  Analysis 

o 

o 

Apache  Web  Server 

• 

o 

Directory 

• 

o 

And  we  guarantee  we'll 
run  your  web  site  at 
least  3x  faster  or  we'll 
give  you  81,000,000. 


ORACLE 

SOFTWARE  POWERS  THE  INTERNET 


